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ORACLE CLICK-TO-CALL CLOUD SERVICE 

FEATURE 

SMART ONLINE VOICE ASSISTANCE 

FOR SALES, SERVICE, AND 

SATISFACTION 

KEY BENEFITS 

 Target the right visitors based on their 

value or behavior. 

 Route interactions intelligently to the 

best available agent. 

 Maximize agent productivity by 

displaying the caller’s Web context to 

the agent. 

 Interact by cobrowsing with callers or 

pushing relevant pages and documents. 

 Measure satisfaction via customer 

surveys. 

 Analyze agent performance and impact 

on key performance indicators.  

KEY RESULTS 

 Reduce abandonment by up to  

40 percent. 

 Convert visitors by up to 20 times your  

average site conversion rate. 

 Grow transaction values by up to  

50 percent. 

 Reduce call handle times by up to  

20 percent. 

 Increase first call resolution by up to 

15 percent. 

 Boost customer satisfaction with  

voice assistance by up to 15 percent. 

 

  

 Oracle Click-to-Call Cloud Service turns a traditional telephony service into a 

smart interactive voice experience. Instead of displaying a telephone number on 

your Website, a powerful targeting engine proactively engages visitors based on 

their online behavior and intelligently routes them to the best available agent 

for personalized assistance. As a result, your business benefits from higher 

online sales and customer acquisition, greater customer satisfaction and 

retention, and reduced customer service costs. 

Provide Smart Online Voice Assistance 

Oracle Click-to-Call Cloud Service delivers fast, personal, interactive voice assistance to the 

right online customers, right when they need it. Because the caller is still on the Website at the 

time of the call, agents can push relevant Web pages or cobrowse the site to help the customer 

complete forms and transactions. 

Added quickly and easily to any Website as an affordable software as a service (SaaS), Oracle 

Click-to-Call is the industry’s most deployed, most tested, and most scalable interactive voice 

solution. Hundreds of businesses of all sizes rely on it to provide more personalized assistance 

and reduced handle times. 

Lift Sales 

Oracle Click-to-Call increases sales by delivering faster, more personal, and more interactive 

voice assistance right to your customer. 

 Control precisely when and where call invitations appear to reduce abandonment, generate 

leads, lift conversions, or grow transaction values. 

 Connect callers to the most appropriate sales or service agent based on a variety of 

parameters such as the caller’s geographic location, browsing history, or online behavior. 

 Empower your agents to access relevant responses, promotions, and personalized 

recommendations for cross-sells and upsells. Integrated cobrowse and page push tools allow 

them to guide visitors along the transaction process or show them specific Web content. 

Satisfy and Retain Customers 

Oracle Click-to-Call allows intelligent and contextual customer service to increase customer 

satisfaction and retention. 

 Reduce wait times by enabling select prospects and customers to skip through complex 

interactive voice response (IVR) menus. 

 Personalize customer interactions and tailor the assistance to each individual by allowing 

agents to see the caller’s current page, online browsing history, and incoming Web context 

such as shopping cart items or customer ID number. 

 Measure satisfaction with exit surveys to gauge customer sentiment, and tie the data back 

into your Web analytics to improve the usability of your site.  
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Serve Customers More Efficiently 

Fast and personal service through Oracle Click-to-Call reduces customer service costs and 

streamlines contact center operations. 

 Reduce handle times by allowing agents to view incoming Web context, customer details, 

and even data entered online, resulting in significantly shorter interactions. 

 Increase first contact resolution by integrating knowledge management, customer 

relationship management, and smart FAQ tools to provide agents with the one right answer. 

 Fix the root cause of inbound calls with actionable analytics to uncover which channels, 

sites, pages, and rules are driving the most inbound calls, why those interactions took place, 

and what drives spikes in call volume. 

Figure 1. The Oracle Click-to-Call feature can be integrated into your existing contact 

center software. It is also available via the agent console, allowing voice agents to view live 

caller context and interact with callers on the Website. 
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Key Features of Oracle Click-to-Call Cloud Service 

Intelligent Behavioral Tracking and Engagement 

 Monitor online visitor behavior and proactively invite customers to speak with a live voice agent only when predefined 

conditions are met. 

 Add click-to-call buttons to other channels such as mobile apps, emails, marketing and advertising campaigns, and social 

media sites. 

Dynamic Call Routing and Queuing 

 Route calls contextually to a specific inbound call center phone number based on a variety of parameters such as the caller’s 

Web page or geographic location, data from the Web session (e.g. shopping cart value), or time of day. 

 Leverage existing telephony systems like automatic call distribution (ACD) systems, reporting, and quality assurance tools. 

Agent Console for Live Context and Interaction 

 Instantly synchronize voice calls (distributed through ACD systems) with live Web session data such as caller’s current Web 

page, recent browsing history, and customer details. 

 Access additional real-time customer information using built-in integration panels for customer relationship management, order 

management, or case management tools. 

 Interact with callers directly on your Website by pushing links and documents, or viewing their screen in real time. 

Customer Portal and Real-Time Reporting Suite 

 Make self-service updates to live click-to-call business rules, buttons, routing numbers, and exit surveys without IT 

involvement. 

 View management dashboards and visualize real-time impact on site and contact center key performance indicators (KPIs). 

 Access usage statistics and agent performance reports, and zoom in on individual interactions. 

 Use an affordable, extensible, hosted solution. 

 Delivered as SaaS via a single set of JavaScript tags (for Web and mobile site deployments) and customizable buttons for 

offsite usage. 

 Implement flexible, interaction-based pricing that adapts to business needs and seasonal fluctuations. 

 Access flexible, prebuilt integrations with customer service software and APIs for integrating with customer relationship 

management (CRM) and order management systems. 

 

 

Contact Us 

For more information about Oracle Click-to-Call Cloud Service, visit oracle.com or call +1.800.ORACLE1 to speak to an Oracle 

representative. 
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